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1. Introduction
Maldiva Ltd. is a rapidly expanding consumer electronics retailer operating 30 physical stores alongside an e-commerce platform. The company's growth represents a positive development, but its information systems have failed to develop at the same pace. As a result, the organisation is experiencing operational inefficiencies involving inventory management, customer relationship management, reporting, data security and communication between departments.
The most immediate operational problem concerns inventory. Maldiva currently relies on a manual inventory tracking process, which means that information about stock levels is not consistently updated between physical stores and the online platform. This creates a situation where customers can purchase products online even though the product may already be unavailable. Customers subsequently receive cancellation notifications or refunds, creating dissatisfaction and potentially damaging the company's reputation.
The inventory problem also affects internal decision-making. Store managers struggle to identify which products are understocked and which are overstocked. Understocking can result in lost sales, while overstocking ties up capital and increases storage costs. These issues are particularly important in consumer electronics because products can become technologically outdated relatively quickly.
Maldiva also has problems with customer relationship management (CRM). Customer information is stored across different systems rather than within one centralised customer database. This prevents employees from obtaining a complete view of customer purchase history. The marketing department consequently finds it difficult to provide personalised promotions, while customer-service employees may struggle to access information required to resolve complaints.
Management reporting is another weakness. Sales reports are manually compiled using spreadsheets. Although spreadsheets are useful tools for some forms of analysis, heavy reliance on manual reporting can create duplication, errors and delays. Managers may therefore make decisions using information that is incomplete or out of date.
The organisation also has a major integration problem. Sales, finance and inventory departments use different systems that do not communicate effectively. Employees must manually transfer information, create unnecessary work and increase the possibility of inconsistent data.
Finally, Maldiva faces information-security and data-protection concerns. The current system lacks effective access controls, creating a risk of unauthorised access to customer information. The Information Commissioner's Office (ICO) states that organisations processing personal data must use appropriate technical and organisational measures to protect confidentiality, integrity and availability. These measures should be proportionate to the risks associated with the processing (ICO, 2023). ICO
The purpose of this report is therefore to evaluate Maldiva's existing information systems and recommend a modern solution capable of supporting continued business growth. The report recommends an integrated cloud-based Enterprise Resource Planning (ERP) system incorporating inventory, finance and sales functionality, supported by an integrated CRM system and Business Intelligence (BI) capabilities.
The recommendation is based on the principle that Maldiva's problems are interconnected. Replacing only the inventory system would not fully address the company's reporting, CRM, finance and integration problems. An integrated approach would provide a more appropriate long-term solution.

2. Evaluation of Existing Information Systems
2.1 Inventory Management
Maldiva's manual inventory system is one of its most serious weaknesses. The company operates 30 stores as well as an online sales channel, meaning that large quantities of inventory information must be updated accurately and quickly.
Manual processes increase the likelihood of human error. For example, if a product is sold in a physical store but the inventory database is not immediately updated, the e-commerce platform may continue to show the product as available. An online customer can then purchase the product even though the company cannot fulfil the order.
This creates a chain of negative consequences. Employees must contact customers, issue refunds and explain the situation. The customer experiences inconvenience, while the company incurs administrative costs and potentially loses future business.
The system also prevents effective stock optimisation. Managers may not have sufficient visibility of inventory across different stores. One store could have excess stock while another has insufficient stock, but the business may not identify the imbalance quickly.
An effective ERP system could provide centralised inventory information and automatically update stock levels following sales. Research into ERP within retail environments suggests that integrated systems can help connect demand and supply processes, although implementation is complex and requires careful management (Garg, 2010). 
The existing system can therefore be considered inadequate for Maldiva's current scale and future growth.

2.2 Customer Relationship Management
Customer information is another major weakness. Data being stored across disconnected systems means that Maldiva does not have a single, reliable customer record.
For example, if a customer buys a television online and later visits a store because the product has developed a fault, the store employee may not be able to access the customer's online purchase history. The customer may therefore have to provide information that the organisation should already possess.
This problem also affects marketing. Effective CRM allows organisations to use customer information to understand purchasing behaviour, segment customers and develop targeted communications. Maldiva's fragmented data prevents this from being used effectively.
A central CRM system would allow customer information to be connected with sales transactions. Employees could view appropriate purchase history, service interactions and customer preferences from one system.
However, centralising customer information also creates a greater responsibility to protect it. Maldiva would need appropriate access controls to ensure that employees can only view the information necessary for their roles.

2.3 Management Reporting and Decision-Making
Management currently relies on spreadsheets to compile sales reports. This approach creates several weaknesses.
First, manual data entry can create errors. Second, employees may spend significant time collecting and combining information instead of analysing it. Third, the resulting report may already be outdated when management receives it.
The problem is not that spreadsheets are inherently inappropriate. They can be useful for calculations, modelling and ad hoc analysis. The problem is the company's dependence on spreadsheets as the main source of management information despite having multiple stores and an e-commerce operation.
The DeLone and McLean (2003) information systems success model identifies information quality, system quality and service quality as important components of information systems success. This is relevant to Maldiva because decision-making depends on managers receiving information that is accurate, timely and relevant.
A BI solution integrated with the ERP would provide dashboards containing sales, inventory and customer information. Managers could monitor performance by store, product category and sales channel.
This could improve forecasting and allow management to identify trends more quickly. However, BI should not be viewed as a solution to poor data quality. If the information entering the ERP is inaccurate, the BI dashboards will also be unreliable. Data governance must therefore be implemented alongside the technology.

2.4 Lack of Integration
The lack of integration between sales, finance and inventory is a fundamental weakness in Maldiva's current system.
At present, employees have to transfer information between systems manually. This results in duplicated work and increases the likelihood that information will be entered incorrectly.
For example, a product sale should ideally produce several connected outcomes. The sale should reduce inventory, create a financial transaction and update the customer's purchase history. Under Maldiva's current arrangement, these activities may be handled separately.
Enterprise systems are specifically designed to address this type of fragmentation. Davenport (1998) explains that enterprise systems can replace incompatible information systems with an integrated system that allows information to flow across the organisation. Harvard Business Review+1
The potential advantage for Maldiva is therefore not simply faster data entry. Integration could change how the organisation operates by reducing duplication and creating a common source of information.

2.5 Information Security and GDPR
Information security represents another important weakness. Maldiva holds customer information and therefore needs effective controls to protect personal data.
The ICO explains that the UK GDPR security principle requires appropriate technical and organisational measures to prevent unauthorised or unlawful processing and accidental loss, destruction or damage. It also identifies confidentiality, integrity and availability as important security objectives (ICO, 2023). ICO
The current lack of secure access controls creates a risk that employees could access information that is unnecessary for their roles. The new system should therefore use role-based access control, strong authentication, audit trails, encryption where appropriate and secure backup arrangements.
The ICO also recommends appropriate authentication and authorisation and highlights stronger authentication for privileged users. ICO
Security should therefore be incorporated into the system design rather than added after implementation.

















3. Recommended Information System
3.1 Recommended Solution
The recommended solution is an integrated cloud-based ERP system supported by CRM and BI functionality.
The ERP should include:
· Inventory management
· Purchasing
· Sales management
· Finance
· Supplier management
· Order management
The CRM should include:
· Customer profiles
· Purchase history
· Customer-service records
· Marketing segmentation
· Communication history
The BI capability should include:
· Sales dashboards
· Inventory dashboards
· Profitability analysis
· Customer analysis
· Forecasting
· Performance reporting
The proposed information flow can be represented as:
Online and Store Sales → ERP → Inventory + Finance + CRM → BI Dashboards
This creates a common information environment rather than maintaining separate systems.
Davenport (1998) identifies integration as a major benefit of enterprise systems because information can move between business functions through a common system. Harvard Business Review

3.2 ERP and Inventory Management
The ERP system would provide real-time or near-real-time visibility of stock across Maldiva's stores and e-commerce operation.
When a product is sold online, the available quantity would automatically be reduced. Similarly, a physical-store sale would update the central inventory record.
This could substantially reduce the stock discrepancy problem.
The system could also use minimum and maximum inventory levels. When stock falls below an agreed threshold, the purchasing team could receive an automatic notification.
Historical sales data could also support demand forecasting. For example, if a particular laptop consistently sells more quickly during the university semester, the system could help management anticipate demand.
However, Maldiva should avoid if automation will eliminate all inventory problems. Physical stock counts will still be necessary because theft, damage, returns and human mistakes can create differences between physical and recorded inventory.
The ERP should therefore support both automated transactions and periodic stock reconciliation.

3.3 CRM
The CRM component would create a centralised customer profile.
Subject to appropriate permissions, an employee could view:
· Customer contact information
· Previous purchases
· Returns
· Complaints
· Service interactions
· Marketing preferences
This would improve customer-service efficiency. Instead of asking customers to repeatedly provide purchase information, employees could locate the relevant transaction quickly.
Marketing could also use the information to create customer segments. For example, customers who regularly purchase gaming products could receive relevant promotions.
However, personalisation must be balanced against privacy. Maldiva should ensure that marketing practices are transparent and that customer data is processed appropriately.
The CRM should therefore incorporate privacy-by-design principles and appropriate controls rather than treating customer data purely as a marketing resource.

3.4 Business Intelligence and Decision-Making
BI would provide management with dashboards based on information from the ERP and CRM systems.
Examples include:
Sales dashboard: Shows sales by store, product, day and sales channel.
Inventory dashboard: Shows stock levels, stock turnover and products approaching reorder levels.
Customer dashboard: Shows repeat purchases, complaints and customer-service performance.
Financial dashboard: Shows revenue, costs and gross profit.
Management dashboard: Combines key indicators into an overall performance view.
These dashboards would reduce the amount of time employees spend manually preparing reports.
The main benefit is not simply faster reporting. Better information can allow managers to make decisions earlier.
For example, if sales of a particular smartphone are increasing rapidly, management could identify the trend and adjust purchasing decisions before stock becomes unavailable.
Nevertheless, managers should remain responsible for interpreting information. BI should support decision-making rather than automatically determine business strategy.

3.5 Integration and Data Management
Integration is arguably the most important reason for selecting ERP rather than a collection of separate applications.
A single customer transaction could update several areas simultaneously:
Customer orders product → sales record created → inventory reduced → payment recorded → customer history updated → BI dashboard updated.
This reduces duplication and creates a clearer audit trail.
However, integration also increases dependency on the central system. If the ERP becomes unavailable, multiple business functions could be affected.
Maldiva should therefore select a supplier with appropriate service availability, backup arrangements and disaster-recovery capabilities.
The company should also establish data governance responsibilities. A data owner should be responsible for important categories of information, such as customer or product data.

3.6 Security and GDPR
The proposed system should include several security controls.
Role-based access
Employees should only have access to information required for their responsibilities. A store employee, for example, should not automatically have access to all financial information.
Multi-factor authentication
Employees with privileged access should use stronger authentication. The ICO specifically highlights the importance of appropriate authentication and stronger controls for privileged users. 
Encryption
Sensitive information should be protected during transmission and, where appropriate, while stored.
Audit trails
The system should record important activities, such as changes to customer records or financial information.
Backups
Regular backups should be maintained and tested so that information can be restored after a technical incident.
Staff training
Employees should understand password security, phishing, data handling and their responsibilities when using customer information.
The ICO emphasises that staff training is an important part of protecting personal data.

3.7 Cost, Scalability and Business Fit
The recommended system must provide business value rather than simply introducing expensive technology.
Costs are likely to include:
· Software subscriptions
· Implementation consultancy
· Data migration
· System integration
· Employee training
· Cybersecurity controls
· Technical support
· Ongoing maintenance
A cloud solution may reduce the need for Maldiva to purchase and maintain extensive physical IT infrastructure. It can also support employees across multiple stores.
However, cloud software is not automatically cheaper. Subscription costs continue over time, and implementation costs can be significant.
Maldiva should therefore compare solutions based on total cost of ownership rather than initial price.
Scalability is also important. Since the company intends to expand, the system should support additional stores and higher transaction volumes without requiring a complete technological replacement.






3.8 Comparison with Alternative Solutions
Maldiva could consider several alternatives.
Option 1: Upgrade the existing systems
The company could improve its current systems individually.
The advantage would be lower short-term disruption. However, this would not necessarily solve the underlying integration problem.
Option 2: Implement a standalone inventory system
This could improve stock accuracy but would leave CRM, finance and reporting systems fragmented.
Option 3: Implement separate CRM and BI systems
This could improve marketing and reporting but would still require effective integration with inventory and finance.
Option 4: Integrated ERP with CRM and BI
This has the highest implementation complexity but provides the strongest long-term integration.


	Option
	Integration
	Scalability
	Implementation complexity
	Suitability

	Upgrade existing systems
	Low
	Low
	Low
	Low

	Inventory system only
	Medium
	Medium
	Medium
	Medium

	Separate CRM + BI
	Medium
	Medium
	Medium
	Medium

	Integrated ERP + CRM + BI
	High
	High
	High
	High



The fourth option is recommended because Maldiva's problems are organisational rather than limited to one department.
However, the company should not assume that ERP automatically guarantees success. Hong and Kim (2002) found that ERP implementation success is significantly influenced by organisational fit. 
Therefore, Maldiva should select a system that fits its business processes and should be willing to modify inefficient processes rather than excessively customising the software.








4. Implementation Plan
4.1 Requirements Analysis
The first stage should involve detailed requirements gathering.
Representatives from:
· Sales
· Finance
· Inventory
· Marketing
· Customer service
· IT
· Senior management
should participate.
The organisation should document current processes and identify where delays, duplication and errors occur.
A clear business case should then define expected costs, benefits and performance indicators.

4.2 System Selection
Maldiva should use a structured supplier evaluation process.
Each supplier should be scored against:
1. Functional requirements
2. Integration capability
3. Security
4. GDPR support
5. Scalability
6. Cost
7. Vendor reputation
8. Technical support
9. Ease of use
10. Data migration capability
The company should conduct demonstrations using realistic business scenarios.
The selection should not be based solely on the most attractive demonstration. A system may look impressive but still be unsuitable if it requires excessive customisation.

4.3 Data Cleansing and Migration
Existing information should be cleaned before migration.
This should include:
· Removing duplicate customer records
· Correcting product information
· Checking stock records
· Removing obsolete data where appropriate
· Standardising product codes
· Validating supplier records
A migration test should be completed before the final transfer.
Data quality is particularly important because poor information would undermine the new BI dashboards and reporting functions.



4.4 System Configuration and Integration
The selected ERP should then be configured around agreed business processes.
The e-commerce platform should be integrated with the ERP so that online sales automatically update inventory.
Finance should also be connected so that transactions are reflected accurately.
CRM should be integrated with sales so that customer purchase information can be updated automatically.
The integration should be tested using normal transactions as well as unusual situations such as refunds, cancelled orders and product returns.

4.5 Pilot Testing
Maldiva should initially introduce the system in a small number of stores.
The pilot should test:
· Sales
· Inventory
· Returns
· Customer records
· Finance
· Reporting
· Security
· System performance
Employees should be encouraged to report problems.
Only after the pilot achieves agreed performance standards should the system be introduced to the remaining stores.
This phased approach reduces the risk of a company-wide failure.

4.6 Training and Change Management
Employee resistance represents a significant implementation risk.
Employees may be comfortable with spreadsheets and existing processes and may therefore question the need for change.
Training should begin before implementation.
Different groups should receive different training:
Store staff: Sales, stock and returns.
Managers: Dashboards, reporting and inventory management.
Customer service: CRM and customer records.
Finance: Financial processes and reconciliation.
IT staff: System administration and security.
Maldiva should also establish super users who can support colleagues.
Nah and Delgado (2006) identify change management, communication, management support, project management and system selection as important ERP implementation success factors.

This demonstrates why the implementation should be managed as an organisational change programme rather than simply an IT installation.

4.7 Full Implementation
After successful pilot testing, the ERP should be rolled out across the remaining stores in stages.
A possible rollout could involve:
Stage 1: Pilot stores and e-commerce.
Stage 2: Five to ten additional stores.
Stage 3: Remaining stores.
This allows the project team to apply lessons from each stage.
A temporary support team should be available after each rollout to resolve problems quickly.





4.8 Post-Implementation Evaluation
The project should continue to be evaluated after the system becomes operational.
Maldiva should compare actual performance with the baseline established before implementation.
The review should take place after approximately three, six and twelve months.
The organisation should evaluate:
· Inventory accuracy
· Stockout frequency
· Order cancellation rates
· Reporting time
· Customer complaint resolution
· Employee adoption
· System availability
· Security incidents
· Financial performance
ERP research indicates that implementation success and post-implementation performance should not be treated as exactly the same outcome (Ram, Corkindale and Wu, 2013).
The system should therefore be continuously improved after implementation.

5. Risks and Challenges
Several risks could affect the success of the project.
Resistance to Change
Employees may resist new processes. This can be reduced through communication, training and employee involvement.
Data Migration Failure
Poor-quality data could be transferred into the new system. Data cleansing and testing should therefore take place before migration.
Integration Failure
The e-commerce platform may not integrate correctly with the ERP. Technical testing should be completed before full rollout.
Cost Overruns
Unexpected consultancy, integration or customisation costs could increase the budget. A contingency budget and formal change-control process should be established.
Cybersecurity
Centralising information creates a valuable target for attackers. Security controls should therefore be incorporated into the system from the beginning.
Vendor Dependency
Maldiva could become dependent on its ERP supplier. Contracts should include appropriate service levels, support arrangements and data-export provisions.
Operational Disruption
The implementation could temporarily affect store operations. A phased rollout and contingency procedures should reduce this risk.
ERP implementations can be difficult because they involve both technological and organisational change. Garg (2010) specifically identifies ERP implementation in retail as a challenging process and highlights the importance of focusing on critical success factors. 

6. Expected Business Benefits and Performance Measures
The recommended system should provide benefits across the organisation.
Improved inventory accuracy
Centralised stock information should reduce discrepancies between physical stores and the online platform.
Reduced order cancellations
Customers should be less likely to purchase products that are unavailable.
Improved customer service
Customer-service staff should be able to access relevant purchase information more quickly.
Better marketing
CRM data should allow marketing teams to develop more relevant customer segments and campaigns.
Faster reporting
BI dashboards should reduce the time required to compile management information.
Improved decision-making
Managers should have more timely information about sales and inventory trends.
Reduced administrative work
Integration should reduce manual data transfer between departments.
Improved security
Role-based access and stronger authentication should reduce the risk of unauthorised access.
Scalability
The cloud-based architecture should support future store expansion and increased e-commerce activity.
The benefits should be measured using key performance indicators.
	KPI
	Current Problem
	Target Direction

	Inventory accuracy
	Stock discrepancies
	Increase

	Online stock-related cancellations
	Customers order unavailable products
	Decrease

	Order fulfilment time
	Delays
	Decrease

	Manual reporting hours
	Heavy spreadsheet use
	Decrease

	Customer complaint resolution
	Missing purchase records
	Faster

	Stockouts
	Poor visibility
	Decrease

	Overstock
	Poor forecasting
	Decrease

	Management reporting
	Outdated information
	Faster

	Employee adoption
	New system resistance
	Increase

	Security incidents
	Weak controls
	Decrease


These indicators provide a more meaningful definition of system success than simply asking whether the software was installed.
7. Conclusion
Maldiva Ltd. is experiencing significant operational challenges because its information systems are fragmented, outdated and unable to support the company's rapid growth. The manual inventory system creates stock discrepancies between physical stores and the e-commerce platform, resulting in cancelled orders, refunds and customer dissatisfaction. Fragmented CRM information prevents effective customer management and personalised marketing, while spreadsheet-based reporting limits the speed and reliability of management decision-making.
The lack of integration between sales, finance and inventory is a further major weakness. Employees are required to transfer information manually, increasing administrative workload and the possibility of errors. At the same time, weak access controls create data-security and GDPR concerns.
An integrated cloud-based ERP system supported by CRM and BI capabilities is therefore recommended. The ERP would integrate sales, inventory, purchasing and finance, while CRM would provide a centralised view of customers and BI would allow managers to analyse business performance.
The recommendation is stronger than simply purchasing individual systems because Maldiva's challenges are interconnected. An inventory system alone would not solve the CRM and reporting problems, while separate CRM and BI applications would still require effective integration. An integrated ERP environment provides a more suitable long-term architecture.
The proposed solution should improve inventory accuracy, reduce stock-related order cancellations, improve customer service, support targeted marketing, reduce manual reporting and provide better information for management decisions.
However, implementation will involve significant challenges. ERP systems can fail when organisations underestimate change management, employee resistance, organisational fit or data-quality issues. Hong and Kim (2002) demonstrate the importance of organisational fit in ERP implementation, while Nah and Delgado (2006) identify change management, communication, management support and project management as important implementation factors. 
Maldiva should therefore adopt a phased implementation approach involving requirements analysis, system selection, data cleansing, configuration, integration, pilot testing, employee training and staged rollout. Performance should then be evaluated using measurable KPIs.
Information security should also be designed into the new system. The ICO emphasises that organisations must implement appropriate technical and organisational measures based on the risks associated with processing personal data. 
Ultimately, the value of the proposed system will not be determined by whether the technology is successfully installed. Success should be judged by whether Maldiva achieves measurable improvements in operational efficiency, inventory accuracy, customer satisfaction, decision-making, security and scalability.
The proposed integrated information system would therefore provide Maldiva Ltd. with a stronger technological and organisational foundation for continued growth. If supported by effective project management, employee engagement, data governance and continuous evaluation, the system should enable the company to move from fragmented manual processes towards a more integrated, efficient and data-driven business.
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